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ABSTRAK 
 
PENGARUH KUALITAS PELAYANAN TERHADAP KEPUASAN 
PELANGGAN (STUDI KASUS DI OCEAN CAR WASH SURAKARTA) 
MUHAMMAD SAID ALGHIFARI 
F3211052 
 Tujuan dari penelitian ini untuk mengevaluasi sejauh mana kualitas 
pelayanan yang diberikan telah mampu untuk memberikan kepuasan terhadap 
pelanggan sehingga dapat meningkatkan kepuasan di waktu yang akan datang. 
Semua itu dilihat dari 5 dimensi pelayanan yang terdiri dari tangibles, reliabilithy, 
responsiveness, assurence dan empathy. Kualitas pelayanan merupakan hal 
penting yang harus di penuhi oleh suatu perusahaan jasa, karena kualitas 
pelayanan menjadi tolok ukur mengenai kepuasan pelanggan. Kepuasan 
pelanggan sendiri merupakan tujuan dari suatu perusahaan jasa yang harus 
dicapai. Kepuasan dapat memberikan kesan bahwa perusahaan tersebut telah 
mampu untuk memberikan pelayanan yang baik kepada pelanggan atau 
sebaliknya. 
Penelitian ini dilaksanakan di Ocean Car Wash Surakarta. Teknik 
pengumpulan data dalam penelitian ini menggunakan Observasi, Kuesioner dan 
studi pustaka. Teknik pengambilan sampel menggunakan convenience sampling 
yaitu pengambilan sampel secara nyaman dilakukan dengan memilih sampel 
bebas sesuai keinginan peneliti yaitusebanyak 100 responden yang diambil dari 
pelanggan Ocean Car Wash Surakarta. Sedangkan analisis data menggunakan 
studi diskriptif. 
Hasil dari penelitian ini adalah semua dimensi yang di teliti telah mampu 
untuk memberikan kepuasan kepada pelanggan. Hendaknya pihak Ocean Car 
Wash tetap melakukan evaluasi atas kekurangan yang ada walaupun sedikit, 
terutama pada tampilan fisik pendukung usaha, kepastian waktu layanan, respon 
terhadap keluhan, dan perhatian kepada pelanggan, serta terus mempertahankan 
kinerja bagus yang telah ditunjukkan selama ini. 
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ABSTRACT  
 
 
THE EFFECT OF SERVICE QUALITY ON CUSTOMER 
SATISFACTION (CASE STUDY IN THE OCEAN CAR WASH OF 
SURAKARTA)  
 
MUHAMMAD SAID ALGHIFARI  
F3211052  
 
The study purpose was evaluated the provided services quality has been 
able give satisfaction to the customers so that it can increase satisfaction in the 
future. These were viewed from five dimensions of service that consists of 
tangibles, reliability, responsiveness, assurance, and empathy. Service quality is 
an important thing that must be fulfilled by a service company, because the 
service quality is the benchmark on customer satisfaction. Customer satisfaction is 
the purpose of a service company that must be achieved. Satisfaction can give the 
impression that the company has been able to provide good service to customers 
or otherwise.  
This study was conducted at the Ocean Car Wash of Surakarta. Data 
collection techniques were used observations, questionnaires and literatures. The 
sampling technique was used a convenience sampling that is comfortably 
sampling  technique done by selecting the free samples as the researcher wish that 
is amount to 100 respondents drawn from Ocean Car Wash Surakarta customers. 
Data analysis was used descriptive study.  
The study results were showed that all of service dimensions have been 
able to give satisfaction to the customers. Ocean Car Wash should be evaluated 
the deficiencies that exist even a little, especially in the physical appearance of 
business supports, certainty of service time, response to complaints, and attention 
to the customer, as well as continue to maintain a good performance that has been 
demonstrated over the years.  
 
Keywords: tangibles, reliability, responsiveness, assurance and empathy, service 
quality, customer satisfaction  
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